Fastern Cane- Great Kei Municipalitv(EC123} - Schedule of Service Deliverv Standards Table 


Description 

Standard 

Service Level 

Solid Waste Removal 

Weekly 

Premise based removal (Residential Frequency) 

Twice a week 

Premise based removal (Business Frequency] 

As and when required 

Bulk Removal (Frequency) 

Yes 

Removal Bags ptQVided(Yes/NQ) 

Yes 

Garden refuse removal Included (Yes/No) 

Yes 

Street Cleaning Frequency in C8D 

Yes 

Street Cleaning Frequency in areas excluding CBO 

Yes 

How soon are public areas cleaned after events (24batira/48hoursftopger) 

24 hours 

Clearing of illegal dumping (24hoursy48hour5/longer) 

Yes 

Recycling or ervironmenlally friendly practicesfYes/No) 

Yes 

Licenced landfill silafYesflVo) 


Water Service 

ADM 

Water Quality rating (Blue/Greenffirown/NO drop) 

ADM 

Is tree water available lo all? (All/only to the indigent consumers) 

ADM 

Frequency of meter reading? (per month, per year) 

ADM 

A^© esUmaled consumptjon calculalefl on actual conaumpuonovet , 

On average for how long does the municipality use estimates before revetting back to actual readings? (months) 

Duration (hours) before avaflali/Hfy of ureter Is restored irt eases o( service Interruption (complele the sab questions) 

0ns service connection affected (number of hours) 

Up to S service eonneclion affected (number of hours) 

Up to 20 service connection affeoled (number of hours) 

Feeder pipe larger than 000mm (number of hours) 

What Is Die average minimum waler ftow In your municipality? 

Do you practice any environmental or scarce resource prolsclion aclivilies as part of your operations? (Yes/No) 

How long does It take to replace faulty water meters? (days) 

Do you hava a cathodic protection system in place that is operelional at Ihia stage? (Yes/No) 

ADM 

ADM 

ADM 

ADM 

ADM 

ADM 

ADM 

ADM 

ADM 

ADM 


Elsctriclly Service 

What Is your electricity availability peroorlaga on average per month? 

Do your municipality have a ripple control in place that Is operational? (YesfNo) 

How much do you estimate Is the cost saving In utilizing the tipple control system? 

What la the frequency of meters being read? (par month, par year) 

Are estimated conaumpllon oaloulaled at consumption over (two monih's/thtee frronih's/lortger period) 

On average for how tong does Itie municipality use estimates belore revetting back to actual readings? (monihs) 

Duration befoi e availability of electricity Is restored In cases of breakages (immedlaiely/otte day/two daysflortger) 

Are accounts noimalty calculated on actuel readings? (Yes/iio) 

Do you ptaciloe any envlrormental or scarce resource proleclkm ecBvHles as part of your operations? (Yes/No) 

How long does It take to raptace faulty melars? (days) 

Do you have a plan to prevent illegal connections and proventiim of olecirtcily fteh? (Yes/No) 

Mow sifeollve Is the action plan In curbing line losses? (Good/Sad) 

How soon doea the municipality provide a quotation to a customer upon a vmlten request? (days) 

How long does the municipality lakes to provide eleclrtcity service where exisUrtg Infrastruclura can be used? (vwrWng days) 

How long does the municipality lakes to provide electricity service for iowrvollage users where ttebvork extension Is not required? (working days) 

HOW long does the municipality lakes lo provide electricity service for high vollage useia wh«e network erienston is not requitod? Rocking days) 

No 

No 

Monthly on the ISlh of every 
month 

Over 3 and 6 monlhe 

Only 1 monlh8(Excepllonai 
cases) 

fixing time of meter 

Yes 

No 

1 day 

Yes 

Bad 

1 day 

3 days 

3 days 

7 days 


Sawerago Service 

Are your purification system effective enough to pul water Back in lo the system aflat purificalioti? 

To what extend do you subsidize your indigent consumets? 

How long does It fake to restore sewerage breakages on average 


ADM 

ADM 

ADM 

ADM 

Severe overflov/7 (hours) 

Sewer blocked pipes; Large pipes? (Hours) 

Sewer blocked pipes: Smalt pipes? (Hours) 

Spillage clean-up? (hours) 

Replacement ol manhole covers? (Hours) 

ADM 

ADM 

ADM 

ADM 


Road Infrastruclura Servicss 

Time taken to lepair a single pothole on a major road? (Hours) 

Time taken to repair a single pothole on a minor toad? (Hours) 

Time taken lo repair a toad foilovring an open trench service crossirtg? (Hours) 

Time laken to repair walkways? (Houia) 

1 hr 

0,5hr 

4hr 

Ihr 


Property valuations 

How long does it take on average from completion lo the first account being bsued? (one monlWthiee monihs or longer) 

Do you have any special rating properties? (Yes/No) 

One month 

No 


Financial Management 

Is there any change in the sllualion of unauthorised and wasteful expenditure over fime?(Decre8se/lncreasa) 

Are lha financial statement outsources? (Yes/No) 

Ate there Council adopted business process tsrucluing the flow and managemefof documentation feeding to Trial Balaince? 

Decrease 

Co-sourced 

Yes 




How long does it take for an Taxyinvoics to bo paid from the dale il has boon received? 


30 cfsys unless arrangemenl has 
Ibeen made 


No, as the procurmanl plans are 
drawn on yearly basis as per the 
approved budget furthermore this 
also guided by circular 62 of the 
MFMA 


la there advance planning from SCM unit linking alt departmental plans qualerty and annualy incliiifii.g for Iha rrexi Iwio to three years (wocurernanl plans? 


Reaction time on enquiries and requesla? 

Time lo respond to a verbal euatomer enquiry or request? (working days) 

Time lo respond lo a written customer enquiry or request? (working days) 

Time to resolve a customer enquiry or request? (varking days) 

What percentage of calls are not answered? (5%, 10% or more) 

How long does it take to respond lo voica marts? (hours) 

Does the municipality have control over locked enquiries? (Yes/No) 

Is there a reduction in the number of complaints or not? (Yes/No) 

How long does in lake loopen an account to a new customer? (1 dayf 2 days/ a week or longer) 

How many times does SCM Unit, CFO's Unit and Technical unit sit to lewieivand tesoiwo SCM process delays other than normal monthly management maatings? 

Community safety and licensing services 
How long does il take to register a vehicle? (miiiulsa) 

How long does il lake to renew a vehicle license? (minutes) 

How long does it lake to issue a duplicate regialration eertitioste vehicle? (minutes) 

How long does it lake lo de-reglster a vehicle? (minutes) 

How ioi'g does It lake lo renew a drivers licarse? (minutes) 

What is the average reaction time of tt\a fire service to sn incident? (minutes) 

What la Ihs average reaction time of the ambulance service to an incldeni in Ihe irtan area? (minutes) 

What Is IhB average reaction lime of the ambulanea service to an incldeni in the rural area? (rranutes) 


Eoonomla developmonl 

How many economic development prolecte does the munklpollly drive? 

How many aconomio development programme are deemed lo bo ealalyllc to dealing an enabling erwlronment to unlock key economic growth projeola? 
What percentage of the projects have created auslainabtejob secuhly? 

Does the muntolpaiity have any Ireahllve plans In place to creale an conducive enviionmenl for economic devefoprnent? (Yes/No) 


Other Service delivery and oommunloation 

la a Information peokage handed to the new customer? (YesINo) 

Does the muhlclpality have training or Information sesatons to inform ihe community? (Yes/No) 
Are oustomere treated In a professional and humanly manner? (Yes/No) 




